The virtual organization is not (yet) the dominant organizational form. It is argued that part of achieving a greater acceptance can be seen in the development and use of electronic services. To elaborate their correlation with virtual organizations, their nature and benefits as well as their categorization in a framework is the objective of this contribution. It concludes with an outlook for further research on eServices.
promises to provide solutions to respond to a dynamic and complex world (Wigand et al., 1997) .
However most publications have focused on the level of the cooperating partners that constitute a VO. In this paper we will argue that complementary partners and services facilitate the life cycle process of VOs by providing an appropriate business ecosystem (Moore, 1996) . The focus of this paper will be to explore the complementary partner level and its interaction with the partner level of VOs (cf. Figure 1 ).
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Figure 1: Focus of the paper
The contribution of these complementary partners is to provide an infrastructure that is evolving in the form of electronic services (eServices). Since these services evolve in an amorphous way, hypothesis holds that they will be used in VOs and business networks more easily, if they can be structured, categorized and assessed in order to facilitate the decision making process.
We do accept that Virtual Organizing as defined by VENKATRAMAN/HEN-DERSON provides a higher applicability to practice than VOs (Venkatraman and Henderson, 1998) . Virtual Organizing can be understood as a perspective to improve business networks on the way to a higher degree of virtualness with the VO as an extreme form. It is an element of a more encompassing activity we term Business Networking (Klueber et al., 1999) . Business Networking is understood as the design and the management of cooperative strategies and the shaping of innovative business strategies. Networkability seen as the ability to quickly and efficiently set-up, maintain, develop and dissolve partnerships with business partners (Betts et al., 1998 ) -is a critical success factor in Business Networking. For the purpose of clarity of argumentation we will focus on VOs (cf. Figure 2 ).
We will give an overview on how the situation can be depicted at the moment and how the future business environment might look like. Chapter 3 will introduces eServices and their economic rationale. We will then focus on the description of the framework for eServices. An example of the application of the framework leads to define the twofold role of eServices for VOs and their implications for management. Chapter 6 draws the conclusions and provides an outlook. 
Virtual Organization
Figure 2: Terminology
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Elements Towards a New Business Environment
Insights from Literature
In order to explore the area of complementary partners as an infrastructure for VOs the existing literature provides the following perspectives:
• JARILLO declines the company centric value chain of PORTER (Porter, 1985) in favor of a business system referring to the whole set of companies that are involved into the value adding process starting from the raw materials (Jarillo, 1995) . • BADARACCO proposes an extended view, that rejects the company-market dichotomy (Coase, 1937; Porter, 1985) . He stresses the increasing permeability of boarders (Badaracco, 1991) , but rejects their full negation.
Boarders are still necessary to support important constructs like "managerial discretion, ownership, property rights, hierarchical organizational structure, common purpose, norms and values, and concentrated political and economic power" (p. 295) (Badaracco, 1991) . The inner circle of Figure 3 depicts the common unit of analysis (partner organization) and is enclosed by its partners (e.g. VO). The influence sphere (3) is filled with customers and competitors and surrounded by the external environment (4) the single firm cannot influence.
• KASARDA/RONDINELLI foresee an increasing demand to improve the external infrastructure to improve the response time to changing global market conditions (Kasarda and Rondinelli, 1998) . "To optimize agility and more effectively sustain virtual enterprises, manufacturers require a symbiotic business environment (...) to provide advanced infrastructure, logistical and institutional support" (p. 74). They see four elements supporting agile manufacturing: integrated telecommunications networks, multimodal transportation systems, knowledge centers as well as commercial and service support.
• MOORE emphasizes the strategic partnering which is based on a coevolution of the collaborating companies. He termed the evolving synergistic communities business ecosystems (Moore, 1996; Moore, 1998) . The metaphor of the business ecosystem is used to describe the supportive infrastructure that enables the core of VOs to collaborate efficiently, reduce the set-up costs and time as well as ceasing global opportunities. This might lead to obliterate traditional industry boundaries and requires to establish new models centered around cooperation, competition, coevolution and permanent transformation.
Developments in Business Practice
To test these arguments developments in practice are analyzed. Information technology plays an important role in companies like Cisco or Nortel which are considered as leading in the new business environment. They have crafted a corporate culture that focuses on core competencies and use information and communication technology to share information with partners in their network, which has been critical to become time-to-market leaders (Tapscott, 1998) . Further developments in business practice can be highlighted that stress the development towards a more networked and service supported economy:
• Outsourcing is still growing
The market for outsourcing has been growing and is expected to grow even further from $ 39 billion (1997) to $ 81 billion (2002) for IT outsourcing according to Gartner. Not only the amount of companies that will do outsourcing but also more functions and processes are outsourced (GartnerGroup, 1999) .
• Shared Services help companies to save money Shared services are established within big companies. These services are primarily build to increase efficiency due to economies of scale. However they might be increasingly offered on the market for third parties. Companies such as General Electric have reduced internal costs by 30% by implementing a shared service approach in their finance sector (Schuurmans and Stoller, 1998) .
• Internet technology drives new business models: E-Business and E-Services E-Business once coined by IBM and understood as "the transformation of key business processes through the use of Internet technologies" 1 is now widely accepted. HP promotes an initiative on eServices. According to Forrester Research on-line services will accumulate to $ 250 billion by 2003 (Putnam, 1999) . HP has the vision of a growing entire ecosystem of eServices. Based on its open modular scalable, secure and manageable e-speak language, HP wants to enable dynamic brokering. HP believes e-speak will enable a paradigm shift towards a 'do it for me' model on the Internet, where eServices are able to coordinate each other to serve customer needs (Hewlett-Packard, 1999 ).
• XML as evolving Internet standard Many standards and tools are currently evolving around the extended mark-up language (XML) standard. To name a few cXML, BizTalk or RosettaNet 2 standardize the exchange of information on a semantic level.
Both in academic discussion and in the business area there are trends towards a wider perspective on partners which can be involved and a growing importance of eServices, which motivate the following model.
Model of Business Networking
To respond to these trends and developments we developed the Model of Business Networking, which is part of the Business Model of the Information Age (Österle, 1999) . It is our approach to describe and identify elements of a phenomena that is currently described as the "new business ecosystem" or the "para-enterprise" (Economist, 1999) .
The model has the following characteristics and elements (Österle, 1999 ):
• Customer processes will determine the design of the value chain and lead to solutions which fully satisfy a customer's entire demand. Successful solutions in one industry could be transferred to other industries.
• Integrators and Aggregators may re-intermediate as 3 rd parties into business relationships (Ticoll et al., 1998 ). An infomediary which has 'mirrored' the customer's processes will manage the relationship (Hagel & Singer, 1998) . This new role forms the basis for new business. Current examples for infomediaries are Dell.com or Amazon.com. Dell highlights that infomediaries outsource all non-core competencies to suppliers and invest in managing these supplier relationships.
• A Business Bus supports the exchange of information and services among business partners. It is a logical space where (complex) services and products are flexibly and efficiently exchanged with the support of service providers. Its naming was coined by the analogy of technical computer bus systems that enable "plug&play" connections. However it extends the standardized infrastructure to exchange data by supporting the exchange of business information, services and knowledge. It is a concept which builds upon the increasing availability of modular electronic services and standards for processes, data, and interfaces. As shown in Figure 4 the services include basic services (e.g. messaging) but also directory services, payment and logistics services. Standardization is reflected in the Business Ports which denote a company's ability to interface with a large number of partners based on standards. Examples are standards for catalogs (e.g. RosettaNet, cXML) and process (e.g. CPFR).
3 First solutions for Business Ports are already on the market (e.g. SAP Business Connector) and are expected to develop with the diffusion of XML-related standards. It will be shown that services on the Business Bus can be considered as enablers for emerging VOs. 
Forming of a New Type of Services
Since a lot of activity and marketing buzz surrounds these new services, it is vital to identify, how these fit to concept of VOs and their business ecosystem. In the following we will look at existing approaches, define eServices and look at their underlying economic rationale.
Existing Approaches of Business-to-Business Services
To characterize the structure and the nature of electronic services three views are presented:
• BARTLING/STARK (1998) describe five different categories of B2B-services as 'service stack' (Bartling and Stark, 1998) . As shown in Figure 5 , services may range from technical services which provide core communication functionality towards services which offer value-added services for commercial purposes. The latter include commercial and network application services. Commercial services include direct trading services such as market making or process outsourcing and trading support services such as distribution or payment. Network application services encompass trading community applications such as selling or procurement and collaborative supply chain applications. • FLEISCH/OESTERLE (1999) present an approach that focuses on describing the existing market for eServices in three categories (see Figure 6 ). This categorization is used to present an overview of service category clusters from a task and output oriented view (Fleisch and Oesterle, 1999 ).
• RAYPORT/SVIOKLA (1994) present a model which decomposes products in three dimensions: an infrastructure dimension, a context dimension and a content dimension (cf. Figure 7) . The authors use these dimensions to highlight the differences between (physical) conventional and digital markets. In the (digital) market space all three layers can be object of individual services (Rayport and Sviokla, 1994) , which explains, why many new electronic services might evolve. The examples show that eServices do exist and that structuring them is increasingly complex, which motivates an enhanced approach.
Content
Definition and Economic Rationale for eServices
As a working definition we understand eServices as Internet-based applications and services which are offered as individual products to solve a specific business need that seamlessly integrates with the (business or private) customer's processes. They derive their value from information and may include physical elements and/or other eServices (recursiveness). From an inside perspective of an eService provider this includes the selection of standards (i.e. communication or data) of the Business Port and the offering of the eService as an element of the Business Bus. In early life cycle phases of an eService a future provider might use the services of a broker and a knowledge provider to establish the desired eService.
To illustrate why eServices may not be only a management hype, a few underlying consequences are mentioned to stress the potential benefit for early movers.
Standardization and efficiency
Standardization on a technical and semantic level (e.g. on the basis of XML) can help to increase efficiency whereas standards on a business process or coordination level might restrain the flexibility. Next to technical standardization it is also possible to have standards on an organizational level (e.g. coordination services like brokers and infomediaries), which help to solve the problem multiple specific interfaces through a more efficient organization by an intermediary. The dilemma of falling information costs and rising information value versus rising up-front standardization costs has to be assessed (Buxmann, 1996) .
Network effect and critical mass
The economic benefit of standardization can also be enhanced through the network effect. To reap the positive effects of the network effect, n:m relationships are handled through standards or intermediaries. Direct network effects signify positive marginal use, which is achieved with a rising number of network members (Buxmann, 1996) . Additionally commonly used standards generate indirect network effects (e.g. more application solutions based on XML standards). Critical mass defines the number of participants that enable the eService to operate efficiently. Further possibilities arise when intra-company shared services are extended to an even wider customer base as an eService.
From the users standpoint the critical mass signifies the number of potential partners that can be reached with the help of a specific eService. For example a supplier can reach more customers when participating in a trading community.
Critical Mass and Network Effects are often difficult to quantify but they help to explain, why there might be only a few eService provider for each Service worldwide (Alt, 1997) .
Leverage effects
Existing competencies that have been built with corporate intranets should be leveraged towards the extension to suppliers, partners, customers, distribution channels and remote workers (Tapscott, 1998) . The same recommendation holds true for other competencies, if they can be subject of an eService. Amortization of the investment -especially for software with production costs close to zeroand learning, increase with the number of users of the eService which leads to increasing returns (Hagel and Singer, 1998) . However not every single activity has to be performed by one service provider by itself. If reliable and competent eServices are available, the existing know-how can be used to select complementary partners and manage the relationships that are necessary to extend the viability and reach of the eService.
Flexibility and integration
Service users require a high flexibility to meet changing demands. However a seamless integration into the user's systems requires a coevolution as both have to adapt to each other (Moore, 1998) . If the service provider fails to meet the requirements in quality, time and content the user of the eService is free to contract another service provider. The degree of flexibility and integration that can be achieved are highly dependent on the standardization.
To summarize, eServices can build on the immateriality and achieve many positive effects for both parties. However network and critical mass effects in correlation with standardization let a follower strategy be unlikely to be successful.
Elements of the Framework for eServices
The framework that is proposed could serve two different purposes. Firstly, to facilitate the analysis of how a specific VO can be supported and configured with the help of eServices. This would imply an agreement of the partners on an eService they want to coevolve with (Moore, 1998) . Secondly, it could serve to decide if an eService can be offered on the market or internally. From this perspective it is used to analyze internal capabilities and ways to close existing capability and resource gaps.
Construction Principles and Building Blocks
One building block are possible roles relevant to establish or use an eService. These roles define typical activities and responsibilities. One organization can perform more than one role. The second building block is based on the assumption of layers of eServices like the ISO-OSI reference model (Müller et al., 1997) . It is fully applicable, if a VO has agreed to work on electronic means for each layer. Then there can be a decision of make, cooperate or buy on each layer. A service provider must rely on standards or customizable modules that he offers to his customers, so that they can use the service via their Business Port. In many cases service providers offer more than one layer which is also an analogy to the OSI reference model when considering specific services (e.g. X.25). The combination of both build eService clusters.
Roles for eServices
We identified four different roles which are required in different life-cycle phases of an eService. If a VO wants to use an eService it may need a the function of a broker and finally a provider and a decision about standards. If a VO wants to build an eService it may need a provider for knowledge, it could set a standard and become a provider by the time it offers the service.
• A Broker (Snow et al., 1992; Faisst, 1997) or promotor (Gemünden and Walter, 1995; Klueber, 1997 ) is an intermediating function that provides mainly information about providers, standards, contacts and relationships on the relevant level. The Broker is used in the set-up or selection phases of an eService and bundles level specific know-how about providers, knowledge providers and standards. Since brokers can be necessary in the operational phase of eServices (dynamic brokering), several types of brokers might evolve.
• The role of Standard setting and providing can be an option if a company already has the critical mass or it is in the role of the leader and followers or a substitute are not foreseeable. The standard can be a component of the offering of an eService provider or can be licensed to other providers. Standards can also be set by governments, trade unions or supra-national organizations. An example of a data standard is UN/SPSC, which defines product categories.
• The Provider of the service is the role of actually performing and delivering the eService in question. A company taking this role has to meet the requirements of service customers and offers a Business Port (e.g. Catalogue Interchange Format (CIF) of Ariba to exchange catalogue data based on UN/SPSC 4 ).
• Provider of the Knowledge to establish the service can be a consultancy, a university or an internal service department, that delivers the required information and knowledge needed to set-up an eService on a specific level.
Layers of eServices
The layers are build on former work (see eServices cluster in Chapter 3.1). The proposed layers of eServices can be used to refine the analysis in order to gather information about how to describe, compare and finally use or build an eService. To achieve that the Basic Services are analyzed on three levels and the Business Services are analyzed on five levels. Their theoretical justification builds on other layered approaches (Zerbe et al., 1995; Rehäuser and Krcmar, 1996; Krebs, 1998) and cybernetics (Beer, 1981) . The levels of the framework have been tested in empirical projects conducted with partner companies in the Competence Center for inter-Business Networking in the tradition of action research (Checkland and Holwell, 1998; Probst and Raub, 1995) . The structuring logic underlying the hierarchy of services is the homogeneity of the requirements. From a bottom-up perspective a rising cooperation specificity of the exchanged services/products, a rising degree and heterogeneity of the information exchange required (Semlinger, 1993) as well as an increasingly direct effect on the business are assumed.
Basic Services
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Figure 8: Layers of eServices
Starting from the basic services that are necessary to establish a full or partial electronic business relationship three layers are grouped as Basic Services. These are IT, Communication and standardized Data services. Business Services are closer to the direct value adding activities of a VO, which implies a closer collaboration with the service provider and a higher degree of critical information exchanged. The degree of collaboration might be even high enough to consider including service providers as partners of a VO. The elements are transaction, information, process, coordination and knowledge services, with the last three being the most important to VOs in order to close likely gaps or overcome resource limitations. One example of a process service VOs might use is WHITE LION NET 5 , which is a full service provider for advertisement offered by White Lion International and DaimlerChrysler Services (debis) AG. Figure 8 shows the layers and examples of services on the Business Bus.
Business services
The characteristic of the Business Services is that they are close to the value adding activities of the partners of VO. They need a higher degree of interaction and the dependency on a Business Service provider tends to be higher as an increasing industry know-how is required.
Knowledge Services
This level addresses the knowledge provision for new eServices. Services that offer know-how and training on setting up an eService would fall in this category. The knowledge Services can only be partially automated due to the nature of knowledge and its transfer (Nonaka and Takeuchi, 1995; Krebs, 1998) . Hewlett-Packard is offering such consulting services 6 . Additionally in the operative phase the establishment and management of a virtual community could be considered as an Knowledge Service, which could be provided by an eService.
Coordination Services
This level has a specific importance since newly build VOs experience it as a new coordination area (Zerbe et al., 1995; Badaracco, 1991) . It includes new application solutions that implement coordination mechanisms like auctions (e.g. on the basis of HP's e-Speak) as well as new organizational structures like intermediaries (e.g. brokers, infomediaries). The latter often need detailed information about the partners in the network or VO. The theoretical background can be seen in coordination sciences applied to interorganizational settings (Malone and Crowston, 1994) . Coordination Services can be classified due to their degree of automation and the degree of non-hierachical coordination. However, depending on the degree of involvement and mission critical shared information some coordination services will only be offered proprietary as it can be considered as a core competence of the network or VO. This shows again the permeability of the boundaries in that field.
Process Services
The characteristic of process services is that a whole process or a part of a process are offered by an eService provider. In comparison to the transaction services, process services are less automated, less structured, rely on specific business know-how and can be supported by human interaction. Economies of scope play an increasing role and the support of the information, intention and agreement phases (Schmid, 1999) may be included (e.g. integration of online support via Internet).
An example is a catalogue and content service that is included into the Internet procurement process via a third party like Commerce One (www.commerceone.com). GEBAUER/SEGEV have argued that Internet procurement is an important component to support VOs (Gebauer and Segev, 1998) . For a more detailed discussion and examples of this level see (Alt, 1999) .
Information Services
Information services refer to specific information needs of the business network or VO. These could be supplied by research institutes that specialize in specific industries (e.g. market development information). The information is business critical but not specific to the VO in focus and can therefore be provided by an eService.
Transaction Services
Transaction services can be characterized by a high relevance of compliance to the ACID principles of transactions (Gray and Reuter, 1993) and timeliness of the service. Further characteristics are a high degree of automation made possible by highly structured tasks and that these services are "back-office" settlement activities not perceived by the end customer. An example for a transaction service is the ABF case described in chapter 5.
Basic services
According to a PWC forecast the infrastructures and technological cycles of internet technologies will change faster than those of known from ERP systems 7 . This might explain, why the needed flexibility and best-of-class solutions increasingly require the use of eServices. The basic services are like the communication layer of the ISO-OSI reference model (level 1-3) forming the nervous system for other eServices. These services have to be rather stable and the choice of the Business Services cannot be made without reflection on the Basic Services.
Data Services
Data is often undervalued and underutilized but has an important impact on the executability of any business and should be managed as a resource (Levitin and Redman, 1998) . Data Services can be characterized by highly standardized data and a high stability of the service requirements and Business Ports. However not all data can be managed within the VO (e.g. DUNS number of Dun&Bradstreet to uniquely classify companies) or could be managed more efficiently (e.g. a master data services to avoid inconsistencies affecting operations) on the basis of economies of scale and learning effects.
Communication
The communication layer contains the content free communication standards and applications for human and machine communication. This includes the network and required protocols as well as the basic security technology. An important characteristic is the support of different media and their integration. Examples are chat rooms (e.g. Parachat) or message services (e.g. Harbinger).
IT
This category includes the hardware and application components like browsers and web or database servers. Many examples of service providers already exist (e.g. IBM or EDS) which specialized in IT and application hosting.
Combination of Roles and Layers
To summarize the argumentation, we will present the framework of eServices where the roles and Service Content levels are combined in a matrix. It can be used for analysis and documentation when selecting or building an eService (see Figure 9 ). This higher level of detail can be used to classify which elements an eService provides and how it must be aligned with other services or ICT. From a perspective of an eService provider it could be used to analyze which cluster of service contents he should offer to an eService customer. Further decisions could be on which services have to be contracted of another eService providers or are provided in collaboration with partners of an VO. The framework can also be used to identify which cluster of elements a prospective infomediary eService (Hagel and Armstrong, 1997) wants to provide and how or if it prefers to play this role within one VO.
Impact of eServices on Virtual Organizations
An Example of an eService: AFB
Since the application of the framework for a new service of a telecommunications company cannot be shown here and collaborations like the forming of a trading community for electronics manufacturing and distribution of HP and i2 have not been analyzed, an ex-post classification of an eService provider will be shown. AFB is already offering an eService that can be considered as one element on the Business Bus for the financing industry. AFB provides a specialized service for systems to configure leasing, financing conditions and groups of conditions with frequent updates to ensure a high quality of offers. The functionality allows the point-of-sale user to find the correct financing or leasing objects priced according to the conditions available. Furthermore AFB offers multi-media information and multiple calculations. Customers of the eService are both free and manufacturer tied leasing and financing companies in the automotive industry, consumer credit banks for sales financing of high value consumer goods and sales persons at car dealer's sites. Figure 10 shows the classification of the service. It shows that AFB offers several service elements that are combined into a cluster that it provides for its customers. The cluster also reveals, that AFB is not providing all elements of the whole customer process by itself, but relies on partners. Its main service is the provision of the transaction service and its definition of transaction and data standards due to its strong market position.
AFB is an example to strengthen the hypothesis that the lower levels of the eService framework do not provide business network specific services and the business logic relies on the network effects of setting a standard and economies of scale of the service. Figure 11 shows the transaction that AFB supports. The theory of the business (Drucker, 1994) of AFB is to acquire knowledge and manage the information to run a transaction service that meets the customers need and sustain the dominant market position through continuous service improvements. The critical success factors can be described as the flexibility and timeliness of the content, a high level of usability, the high market penetration and one-stop-service as well as the trust of the business partners that technical and content problems can be managed by AFB. The Business Port of AFB is a standardized interface for banks, financing companies and dealers to exchange transaction and multi-media data.
Conditions
Relevance of eServices for Virtual Organizations
EServices have a dual impact on VOs: Firstly, VOs may be frequent users of eServices to complement the lack of supportive and infrastructure components occurring when core competencies are flexibly combined. VOs and virtual organizing highly depend on a solid information and communications systems infrastructure (Picot and Neuburger, 1998) but they might also be customers of business eServices.
Secondly, PICOT/NEUBURGER argue that VOs may an ideal form to offer eServices as this organization form best meets requirements for service oriented business needs in a dynamic environment, which are:
• Customer oriented configuration of complex outputs (system services) characterized by a high degree of trust and promised deliverables.
• Conducive to the production process of immaterial outputs. The higher the information intensity of the product service combination offered the higher the potential to successfully apply a VO (Picot and Neuburger, 1998; Klueber, et al. 1999 ).
• Supporting a high degree of customer interaction.
Additionally the provision of an eService via a VO might also include the use eServices itself, which shows the recursive nature of eServices.
To provide an eService three prerequisites can be identified (Picot and Neuburger, 1998) :
• Seamless information, data and communication integration as well as coordination within the VO itself 8 via Business Ports.
• High qualification and capabilities of employees.
• Organizational environment that fosters information sharing and selfcontrolling.
However more traditional forms are still necessary for services where direct human interaction is required (e.g. transport services for humans).
Benefits and Implications for Management
The economic logic of eServices stresses that for providers in this new business ecosystem time-to-market is a critical element. Network effects and critical mass in correlation with standardization let a follower strategy be unlikely to be successful. The Business Bus serves as a metaphor to communicate new opportunities for users and possible providers. From the user perspective not only cost but also quality and flexibility advantages are achievable with eServices. The idea of flexibly configuring core competencies becomes more practical. However this implies that the information systems the VO is using are capable of connecting to a Business Port. From a providers perspective the opportunity of leveraging existing competencies and generating extra profits are likely motivators.
The framework presented above should help companies to make sound decisions about which services to build or to use. It could serve as a basis to compare different eService providers and to evaluate a companies own position of building an eService. It is most applicable to VOs but not limited to those. Figure 12 shows how eServices can be conceived as an additional category of relationship with business partners that has to be managed.
VO
Conclusions and Outlook
The discussion above should have provided some motivation to use or/and to build eServices. Neglecting this development could lead to a significant threat to existing business (e.g. Barnes and Nobel had to build an Internet offering to compete with amazon.com) or not using opportunities to leverage existing knowhow, branding and market position to generate more revenue. The argumentation showed that there are new demands for both participants -providers and usersof the eService economy. The co-evolution of the user and the supplier, the need for standards and seamless integration on each level of the framework are just to name a few.
An initial framework of how to assess ones position was proposed. The framework should support the selection of the services that would be useful to improve efficiency and effectiveness in business networks and especially VOs. Also it should give ideas in which areas the offering of an own service could be profitable.
However the framework has only be tested in a few specific examples and its usefulness has certainly have to be validated in other environments. Furthermore there are many further research questions that have to be addressed before a complete method to analyze and initiate action towards using or providing an eService can be obtained. From the perspective of a service provider these questions are: What are the organizational and resource requirements to establish an eService? How do I market an eService? How do I reach agreements on standards with business partners needed? How do I manage eServices? How do I establish a critical mass of customers? What roles are possible in a specific situation?
From the perspective of the user of an eService the questions are: Which service provider will enable the highest flexibility? Which architecture do I need to integrate eServices most easily? How do I extend the reach to partners and customers?
These questions can best be addressed in close collaboration with companies that are interested in these questions and if it is done on the basis of action research.
The applicability of the framework should also be tested with different companies as the current common business practices, the nature of the product and services and customer groups have probably an important effect on the applicability of the framework. The outcome of a new competence center should provide answers to the new business model of the information age, the assessment of different options, IS-architectures and standards as well as a method that facilitates to build and establish or integrate and use of eServices.
